Any business entity aims at attaining high level of customer satisfaction. The entity always does this by providing quality goods and services. It is crucial that within a firm, all of its internal clients are fulfilled in ensuring that effective satisfaction of external clients is attained. TQM has been presently presented as the means of management that focus in improving an organization's financial performance by attaining customer needs and quality of product provision. The research primary focused on examining the key impacts of TQM on management and financial performance of Kenya's banks in Kilifi Town. The study's objectives were based on establishing the impact of staff involvement, the management commitment, regular improvements and customer focus of the bank's performance. The entire research was based on Deming's theory of TQM and Porter's theory of competitive advantage. In attaining the research objectives, the research utilized descriptive research technique and a population of 195 participants from 13 commercial banks in operation within the Town of Kilifi. A 30 percent sample was considered reflections of 59 participants. In getting information from the respondents the study utilized both structures and unstructured questionnaires that consisted of both open and closed ended questions. However, respondents had varying questions and had the opportunity to answer appropriately. SPSS (Version 22) stands out as one of the key analysis tool to be used in examine the quantitative data collected, and then the information was presented by the use of means, frequencies, percentages, standard deviations an means. The research utilized multiple regressions analysis in estimating the study model. The study's gathered and analyzed data was presented by the use of tables, charts, graphs and frequencies meant to enhance the process of interoperations, provision of conclusions and recommendations. Theoretically, the research is expected to be of importance both to firms expected to use the information in enhancing quality products provisions and academicians expected to do researches on a similar or related topic. It was established that the selected TQM practices which included customer focus, top management commitment, continuous improvement and employee involvement significantly and positively influence the performance of commercial banks in Kilifi Town. The study concluded that the banks to a great extent embrace the four TQM practices in a bid to improve service provision, client attraction and retention and also improve organizational performance. It was further concluded that the banks embrace continuous process, procedures and system improvement to enhance operational efficiency and customer satisfaction. The study also concluded that the banks valued customers in a bid to enhance market share and customer base and also stay competitive in the market. The study further concluded that the top management was committed to enhancing service quality, employee participation and involvement in quality integration, stakeholder involvement, communication and collective decision making. The study recommends that the banks need to involve employees and stakeholder more in decision making and policy formulation to promote collective responsibility and performance. The study recommends that there is need for improved customer care to cater for all categories of clients and also embrace value addition to the clients. The study was conducted on only four TQM practices, there is need for further studies on other TQM practices.
Introduction
The banking industry has currently been embraced having developed as back from 1980 where industry would provide products of different quality. An organization always strategized towards providing quality services to its clients that fulfill their needs, then the entity definitely is attaining and observing Total Quality. The general practices of Total Quality provision demands for quality service in the entire firm's dimensions and the company must fully be involved and allocate effective resource towards the development of quality services (Stock and Mulki, 2009) .Most organization has been forced to embrace the spirit of innovation and completion due to the increasing rate of globalizations with the objectivity of meeting international quality standards. Besides, to effectively attain the globally competitive edge, organizations have been forced to continually enhance their quality provisions by embracing product differentiations, marketing and cost reducing strategy (Changand Huang, 2015) . The banking industry has globally effectively expressed a great performance ad also enhanced their performance regardless of their increasing rate of competition. Total Quality Management has been introduced into the space due to the rising rate of competition. Most of the commercial banking institutions have managed to be sustainable as their assets of shareholders and deposit grew by 32.9 and 35.35percent respectively (Central Bank of Kenya, 2010). The institutions have utilized different management styles with the objective of attaining their goals and targets Performance mainly expresses the attainment of financial gain. An entity's performance is determined by its ability to make profits be it economic or accounting. An entity's performance rate is determined through its profitability levels. The measurement unit is basically a fundamental goal of nay business venture without which an entity may not have a long term competitive edge. A firm's profitability is mainly measured through incomes and expenses , as incomes reflects on the amount of money attained from the entity's activities for instance interest income gained from banks and expenses being cost incurred from the entity's activities .The entity's profitability levels are determined through the firm's income statement. Hence is any organizational performance profitability is key and manager's role largely focuses on enhancing the structural form of increasing the firm's profitability level. As a way of increasing the entity's profitability level, various systems have to be adopted with TQM being one of the currently competitive supporting systems that aims at enhancing the firm's profitability rate and reducing its loan defaulter losses. Researchers have been done on the determinants of bank's profitability and on its ROA and ROE and its net interest rate margins have been identified as key determinates. According to Kuntet al (2011), a bank's performance and its interest margins have been reflected as key indicators of the institution's inefficiency and efficiency in the banking systems as the two play a key role of driving a wedge between the rate of interest being obtained by the savers on their deposit as well as the interest attained from borrowers. As narrate by Rasiah (2010), profitability measure is valued as key for stockholders of the institutions as it reveals that rate of earning nature on their investments. Rasiah (2010) also provides out that, there exist two types of interest that affect www.ijcab.org a bank's profitability rate and this include interest income and interest expenses. The two categories of interest affect an institution's net interest income a factor that directly affects the profitability rate (Bennaceur et al. (2013) .
TQM reflects on the technique by which an organization and its staffs get engaged in continuous improvement of the productions of products and services. According to Hashmi (2010) , the systems reflect on combinations of TQM tools focused on enhancing entities and lowering losses resulting from wasteful activities. Basically TQM is definite description of an organization's culture, attitude as well as the engagement of staffs in providing clients with goods and services that fulfill the requirements. The culture needs quality at all levels of the organization's functions, with procedures being conducted effectively on first period and eradicating any arising faults or wastes from its operations (petres, 2014) . TQM philosophy starts from top, i.e. from the organization's executives to the line employees. TQM fundamentally focuses on the fulfillment of client's needs. The systems needs that the firms establishes customer focused operational processes and largely allocate enough resources meant to attain customer satisfaction. Basically the system requires both dedication from the managerial body and an effective transition of organizational culture that embraces the system. On the other hand, TQM leaders view an organization as system which empowers staffs and develops a multipoint communication amid the firm's staffs and clients as well as application of information effectively. TQM needs an efficient knowledge management to effectively certify that staffs attain timely, accurate, and information as they require to accomplish their responsibilities more effective an efficiently within the organization. The model is focused with the continuous improvement in an organization's design and operations processes, starting from planning levels to the decision making and executions phases by the frontline staff.
The Kenyan industry is grouped into three tiers totaling to43 banking houses. The grouping consists of both the public and commercial institutions though there exists no public banks an all always focus on making and improving their profit rates. The Central Bank of Kenya recognizes the presence of43bankswith6 banks grouped at the top tier with the capacity of controlling around 50% of the country'smarket.Tier2as well contains16 banks grouped to controlalmost42 percent as the third tire made of 21 small private banks control the remaining market. Key top tier banks as recognized by CBK are Equity Bank, CBA, Cooperative, Standard Charted, and Barclays. The second tier contains Eco Banks, Family Bank, CFCStanbic, Diamond Trust and I&M. The third tier contains other small private banks such as JamiiBora, Guardian and Baroda.
Statement of the Problem
The banking sector for years has been characterized by insistent operational ineffective customer services and to efficiently discourse the issues most of the firms are highly embracing Total quality Management with the objective of making them efficient in attaining their customer's needs (Maxwell, 2011) . As much as TQM activities have been identified by most firms' strategy of changing the organization's management practices and its ability to transform its financial results there have rose issues on the legitimacy of quality management activities in enhancing financial performance of organizations. Besides, other researchers have been recognized as from1980'swith the objective of exploring then difference amid TQM practices and financial progression. According to Ugboro (2011)'s study on the utilizations of TQM, in spite that quality management has been adopted in most firms, TQM's underlying assumptions are applicable to strategy management. Though the research would express that the utilizations of TQM within the IT sector, results that may be ineffective in the banking field. Based on Mwangi's (2013) study, he expressed that www.ijcab.org stakeholders such as NGO's are highly focusing on education but doesn't indicate what further fields are to be concentrated on for performance enhancement. According to Moghimi and Anvari's (2014) survey evaluating the link between TQM on 40 Iranian cement organizations. From a sample of 25 firms, utilizing qualitative and quantitative data and descriptive statistics technique. According to the findings there exists an effective link between an organization's performance and TQM in Iran's cement firm (Rono (2013) . In Kenya various efforts have been identified and applied to enhance the quality of the commercial institutions, this is focused on attaining quality services to attain the increasing needs of clients. In spite of measures provided to ensure executions of TQM some institutions have had issues limiting their development (Ogada, 2012) . The research thus aimed at filling this gap by developing the link between TQM practices and the performance of Kilifi Town's Commercial Banks.
Objectives of the Study
The study's objective focused on investigating the effect of TQM on the performance of commercial banks in Kilifi Town.
The specific objectives included;
i. To investigate the effect of employee contribution on performance of Kilifi Town's commercial banks.
ii. To explore the effect of top management commitment on performance of Kilifi Town's commercial banks iii. To ascertain the effect of continuous improvement on performance of Kilifi Town's banks.
iv.
To investigate the relationship between the customer focus and the performance of commercial banks in Kilifi Town.
Theoretical Review
This chapter's part provides relevant approaches that are to reviews in relations to the researcher's objective. The research was grounded on various theories which the researcher deems relevant and crucial to the study's objectives and goals.
Resource based view theory
This is theory that provides that internal resources of a firms are inimitable, scare and without a substitute hence making them part of the sustainable competitive edge (Penrose, 1959) thus contributing much to the firm's performance (Hockman& Grenville, 2004) . The theory provides out that a firms' performance is largely enhanced by its available resources, while the source of the higher performance as entrenched in the ownership and distribution of distinct resources which are hard to duplicate (Werner felt, 1984) . The model as well provides that organizations attain justifiable competitive advantage in case they retain specific key resources and in case they efficiently position the resources in their selected marketplaces (Barney, 2007) On the other hand, O'cases another Fellow scholars (2004) argues that an organization's certain features have the ability to produce central resources which are hard to duplicate and greatly define the performance discrepancy amongst the rivals. The model as well illustrates out that its market competitiveness and higher financial performance greatly relies on its product and services quality, capabilities as well as on its resources (Fotopoulos, Kafctzopoulos & Psomas, 2009 ).
As stated by Barney (2001) an organization establishes a competitive edge by not only obtaining but also through growing and efficient allocating its resources more effectively in www.ijcab.org comparison to its c competitors. The theory hypothesizes that competitiveness is attained from the organization's internal resources (Werner felt, 1984) . Wernerfelt,1984; Orlando (2000) provides that the model applies the assumption providing that an organization is a package of resources. Its assets consist of all of its intangible and tangible assets that enable it to consider develop and execute approaches that enhance its effectiveness and efficiency. The firm's tangible assets include all physical materials that it has this include resources like, raw materials, tool and equipment's and facilities (Daft, 1983 , Johnson, et al, 2004 . The firms intangible assets include resources unseen but contain the firm's value ad can be used as part of the competitive edge such as brand name, networks. All these resources offer value to the firm's performance.
Besides, Barney (2007) also provides that for a firm to transform its short-term competitiveness to a more sustained viable completion it needs more mobile and heteronomous resources. Barney would further point out that in case conditions are held constant, the organization's resources can and sustain above average returns. The model is crucial to the research because TQM practices are a resource of establishing quality picture that a firm can utilize in enhancing its performance. TQM activities need to be scare, valuable and inimitable and non-sustainable for the manufacturing organization to attain the expected competitive advantage a factor that contributes to its enhanced performance. Fundamentally there exists connection between environment and economic performance of an organization a factor that yields multiple competitive advantages (Klassen & Whybark (1999) .For instance, an organization may establish constant development tin place to attain universal accreditation for quality. According to Hart (1995) ,such a strategy resource can be effectively be transferred and utilized in the execution of protective technologies , offering a theoretic ground for incorporated methods like total quality environment management (Willing , 1994) . Makadok (2001) illustrates out that RBV basically emerged between capabilities and resources, as capability of non-observable and intangible as resource is observable asset (Karthi et al, 2012) .
As narrated by Makadok (2001), capability and resources have two disguising features, for instance capability is an organization-certain as it is entrenched in the firm and its operations a and two the fundamental determination of capability is to improve an organization's productivity of all of the firm's resources considering that a firm's resources express abundant agreement of the structures of competences. DiMaggio & Powell (1991) provides that, in discrepancy, crucially RBV model is considered as inimitable, rate, non-substitutable resources that establish an organization's heterogeneity and that more effective organizations are organizations that reserve valued which leads to firm's effective performance.
Organizational preparedness defines the nature of quality management systems to offer, this is considering out that an organizations resources influences is performance. The undertaken strategies are meant to influence the performance of an organization and help in attain a competitive edge in the market, a factor that results to enhanced performance. Thus the theory supports variables of the commitment of a firm's management, and continuous improvement.
Deming's Theory of total quality management
The model is fundamentally based on fourteen management points, reflective knowledge systems and primary focusing on Shewart Cycle. Deming has been prominent on his ratio that provides out that quality is as a result of work efforts over total costs. In case affirm focused on costs, a challenge is expected to arise while the quality levels deteriorate. He profound knowledge systems comprises of: understanding how an organization's process operate, the occurrence of variations and the reason of the variation occurrences. The model 6 www.ijcab.org focuses on the development of purpose of reliability, its establishing new philosophy adoption, values the dependence on mass inspections and disapproves the awarding business courtesy of price. The theory as well points out that there exists a continuous and enhanced provision of services, performance grounded on enhanced job training, infusion of quality, eliminate departmental hindrances; eliminating work goals mainly focused on quality achieved and highly embrace and support pride in craftsmanship, enhanced training and encourage educational processes within the organization and ensure that the firm's executives facilitates the key points.
Porter's Theory of Competitive Advantage
The theory largely Pioneered by Porter (1980), provides the competitive forces model that views the importance of competitive strategy formulation as one of the factor that relates an organization to its surroundings. The model provides that, one of the major key aspects of its environment is the industry in which it competes. An industry's framework tends to impact the nature of competitiveness. Under the competitive forces model, five industry level forces entry barriers, bargain power for suppliers, buyers, threat of substitutions and rivalry amid industry influences the inherent profit potential of an organizations. The model can be applied in helping an organization have a strong competitive edge. The model's five force structure offers a systematic manner of examining how competitive forces operate in an organization and the manner in which the forces help in determining the profitability of various industries and the industry segment. An organization's competitive forces structure as well comprises of various assumptions on the sources of competition and the nature of the strategy process. Available competitive strategies as expressed by Porter (1980) are always focused at changing an organization's position within its industry. An industry's framework plays a major role in examining and restricting strategic plans. Various industries or subsectors have nee attractive basically because they contain structural impediments of establishing a sustainable competitive advantages. For instance as stated by Teece, (1984), organizational rents are being developed at the subsector level rather than at the firm level. As much as there exists some recognition provided to organizations, certain assets, differences amid organizations relate fundamentally to scale. Thus the model provides that TQM practices form part of the pivotal pillars in enhancing an organization's operational performance.
Empirical Review
The section provides various previous empirical evidence, focusing on employee engagement, technology embracement, continual improvement and clients focus on the progression and the performance of Kilifi's Commercial Banks. TQM efficiency in an organization is enhanced by first encouraging employees to be engaged in TQM execution. Other than involvement, the organizations should as well empower the staffs by involving them in decision making process and the end results of this is by the organizations gaining from its continual improvement of its businesses and systems. Usually employee contains key innovative ideas that can be of great help to the organization's performance. Their involvement, improves their productivity level as this results to high motivation to effectively and comfortably work with each other (Besterfield, Michina & Sacre, (2010) .Staffs always engaged in an organization's TQM practices as group positivity, effect on the organization quality drive as stated by Annibal and Bilich (2010).However, an organizations requires a formalize systems of celebrating, monitoring and motivating its staff under the quality management systems. Inefficiency to effectively engage the staff tends to lower their productivity level. An organization's management requires establishing an environment which embraces staffs to be engaged in the organization's quality practices. The www.ijcab.org environment's objectivity will be, developing a positive attitude amid the staffs, a factors value to enhanced motivation and general productivity (Mann, 2009) .
A firm's financial performance is highly dependent on the commitment of the executives, and the employees (Powell, 1995) .The company's top management plays a key role in maintaining the required leadership for quality management systems, with the engagement of all of the firm's staffs. The key responsibility coordinated by the top management includes ensuring that there are available resources to the employees to ensure that services are improved, the top management also helps in creating and appraising the firm's quality strategy and goals quarterly to certify adherence to the principles of quality (MacDonell , Soltani, 2015) , Mcleod and (2011) focused on the significance of a firm's executive in an organizations, he expresses that top management empowers user participations, provides a positive context of cultural change, helps in managing political and social conflicts, and influences the working attitudes and ensuring that there are enough facilities and resources.
Cole and Phili (2011) defines leadership being the procedure of empowering others in understanding and agreeing on the needs to be done, the manner they a rot be one and the process of affiliating individual and various mutual efforts to united goals. The leaders are responsible of providing definite visions of the firm's future and set challenging objectives. It's basically by unity of purpose and direction of staffs that attains firm's goals. The leaders should maintain its internal environment where the firm's staffs can be engaged by developing trust and eliminating fear. The leaders by the key role of defining the firm's vision, mission and goals that expect to promote the firm's quality culture and develop supportive shared values that enhance the firm's performance (Kanji, 2013) .Thus, the top management requires fully involvement towards attaining the company's key mission, visions and objectives (Terziovskiet, al., 2013) . The degree of a positive business project highly relies on the extent of the project's top management commitment. Three major facts of managerial support that are important in TQM practice involves; expressing interest through the involvement of teams, engaging with employees are receiving feedbacks and provide effective fee backs, resolve issue s, provide training and key leadership standards. The fact that an organization's top management is assumed to establish the general guidelines of the business entity by formally establishing an active executive to attract , review and help in monitoring the project's activities and progress ( Olorunniwo & Udo, 2012 ).
An organization's improvement may include multiple objectives producing products with non-effects or attaining 100% customer fulfillment however regular and continuous improvement offers similar fundamental philosophies regardless of the expected objectives and goals (Murphy and Elana, 2006) . The basic values consist: engagement with the firm at all departs an levels, find saving by enhancing the current systems, reducing the level of money investment, collecting data on the firm's operations quantifying that data , that is considered fundamental against which the firm's improvements are to be determined/measured on the basis of continuous improvement (Morgan , 2006) . Continuous improvement always comprises of developing a structure that includes all of the firm's departmental representatives. The structure consisting of a team of members from the departmental levels plays the role of understanding the firm, then appropriate quantitative information is developed (Mcmanus, 2009) .The group provides key resolutions on the firm's management and starts executing the solutions. Once that is attained, follow ups mechanisms should being lacemeant to seek additional improvements as times goes by. As solutions are continuously implemented, any possible changes can be made with the objective of meaning both the firm's and customer's goals and needs respectively (Kinni and Theodore, 2015) .According to Joiner and Brian (2017), the systems will greatly enhance employee involvement a concept that will in turn enhance continuous improvement. www.ijcab.org
As stated by Mitchell (20130 ,market innovation involves the enhancement of market mix and the way in which the needs under the market are fulfilled with the objective to improve the market potential and enhance different strategies of serving within the target markets. Key market leaders with the skills are fast to identify the unique features of clients like their buying trends and will as a result develop their preferences. To effectively fulfill the customer's new preferences, then company must always segment the clients and differentiate their products with the objectivity of satisfying them. For a business entity to attain features meant to offer them a competitive edge there is needs to research for attitudes and behaviors of customers a factor that further meant to derive continuous and effective performance (Narver and Slater).According to Hult and Fellow Scholars (2004) , converting marketing knowledge into practices in decision making process and planning is expected to follow automatically (Narver,et al. 2011 ) .
Conceptual Framework

Independent Variables Dependent Variable
Total Quality Management Conceptual structure is reflections of fundamental arrangement which comprises of specific abstract blocks that denote the observational, experimental and synthetically aspects of systems that are being embraced. A study's conceptual framework reflects one set of ideas as well as standards gathered from appropriate fields of enquiry and utilized in structuring subsequent presentations. The link between the dependent and independent variables attains the framework for specific anticipated outcomes.
Research Methodology
The study utilized descriptive technique, the technique aims to express and elaborate a subject by developing a problematic profile, events by gathering information and executing their frequencies. The research is focused at collecting data from the participants on their views based on the impact of Total Quality Management on strategic performance of banks. The target population of the study consisted of 195 staff among the Commercial banks in Kilifi Town. The unit of observation was the 13 commercial banks with branches in Kilifi Town while the unit of analysis was the 195 employees among the banks. The population is effectively valued since they are considered as the key parties that execute and improve TQM practices. A sample of 30 percent provides a good target populations (Mugenda and Mugenda (2013) , thus the research had a sample population of 59 reflecting the30 percent using stratified random samples. The study utilized primary data. The data was gathered from participants by the use of both closed and open ended questionnaires. This study applied drop and pick techniques as the participants will receive similar questions. Both descriptive, correlation and was used as well as the inclusion of SPSS 21.0 and regression statistics. Multiple regression statistics was utilized in developing the relationship between TQM practices and performance among Kilifi Town's banks Based on the regression model.
Data Analysis
The study conducted inferential statistics to establish the effect of total quality management practices on the performance of commercial banks in Kilifi Town. The findings of Model Summary, ANOVA and Regression Coefficients are indicated in subsequent sections below.
The findings of coefficient of determination and coefficient of adjusted determination are as shown in Table 1 . The findings found out that coefficient of correlation R was 0.864an indication of strong positive correlation between the variables. Coefficient of adjusted determination R 2 was 0.844 which changes to 84.4% an indication of changes of dependent variable can be explained by the independent variables which included employee contribution, top management commitment, continuous improvement and customer focus. The residual of 15.6% can be explained by other factors affecting performance of the commercial banks.
The study carried out an ANOVA at 95% level of significance. The findings of F Calculated and F Critical are as shown in Table 2 . The findings show that F Calculated was 14.6815 and F Critical was 5.6791, this show that F Calculated > F Critical an indication that the overall regression mode was significant for the study. The p value was 0.000<0.05 an indication that at least one variable significantly influenced performance of the commercial banks in Kilifi Town.
The study used coefficient of regression to establish the individual influence of the variables to performance. The findings are indicated in Table 3 . Where: X1 = Customer focus, X2 = Top management commitment, X3 = Continuous improvement, X4 = Employee involvement. The study found out that by holding all the variables constant, performance of the banks will be at 5.526. A unit increase in customer focus when holding all the other variables constant, bank performance would be at 0.811. A unit increase in top management commitment while holding other factors constant, bank performance would be at 0.863. A unit increase in continuous improvement for both operational processes and procedures while holding other factors constant, bank performance would be at 0.769. A unit increase in employee involvement while other factors are held constant, firm performance would be at 0.841. The findings pointed out that employee contribution, top management commitment, continuous improvement and customer focus had a p value of 0.000<0.05 an indication that the selected total quality management practices significantly influenced performance of the banks in Kilifi Town. This is supported by Mwangi (2013) who indicated that adoption of TQM management model of a firm promotes quality services, engagement of all employees and focuses on long term success. All of the firm's achievements can be attained through client fulfillment and benefits to all of the firm's members as well as to the community.
Conclusions
It was concluded that the selected TQM practices which included customer focus, top management commitment, continuous improvement and employee involvement significantly and positively influence the performance of commercial banks in Kilifi Town. The study concluded that the banks to a great extent embrace the four TQM practices in a bid to improve service provision, client attraction and retention and also improve organizational performance. It was further concluded that the banks embrace continuous process, procedures and system improvement to enhance operational efficiency and customer satisfaction. The study also concluded that the banks valued customers in a bid to enhance market share and customer base and also stay competitive in the market. The study further concluded that the top management was committed to enhancing service quality, employee participation and involvement in quality integration, stakeholder involvement, communication and collective decision making. www.ijcab.org
Recommendations
The study recommends that the banks need to involve employees and stakeholder more in decision making and policy formulation to promote collective responsibility and performance. The study recommends that there is need for improved customer care to cater for all categories of clients and also embrace value addition to the clients. The study recommends further that the firms need to invest in capacity development and modern technology to promote efficiency.
